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ABSTRAK 

Tujuan penelitian ini adalah untuk menganalisis pengaruh customer relationship 

management dan e-service quality terhadap loyalitas pelanggan Sociolla. Penelitian 

ini merupakan penelitian kuantitatif dengan sumber data primer. Metode 

pengumpulan data yang digunakan dengan cara memberikan kuesioner kepada 100 

responden. Teknik sampel menggunakan non-probability sampling dan teknik alat 

analisis menggunakan regresi linier berganda dan linier sederhana. Hasil penelitian 

ini menunjukkan bahwa customer relationship management dan e-service quality 

berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Besarnya 0,610 

yang berarti 61% variabel customer relationship dan e-service quality dipengaruhi 

oleh loyalitas pelanggan dan sisanya 39% dipengaruhi oleh variabel lain yang tidak 

dimasukkan kedalam penelitian ini. Secara parsial customer relationship 

management memiliki pengaruh 0,524 yang berarti sebesar 52,4% dan e-service 

quality memiliki pengaruh sebesar 0,581 yang berarti sebesar 58,1%. 

Kata Kunci : Customer Relationship Management, E-Service Quality, Loyalitas 

Pelanggan  
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 ABSTRACK  

 

The purpose of this study was to analyze the effect of customer relationship 

management and e-service quality on customer loyalty at Sociolla. This research is 

quantitative research with primary data sources. The data collection method used 

was by giving questionnaires to 100 respondents. The sampling technique used 

nonprobability sampling and the analytical tool technique used multiple linear 

regression and simple linear regression. The results of this study indicate that 

customer relationship management and e-service quality have a positive and 

significant effect on customer loyalty. The amount is 0.610, which means that 61% 

of customer relationship and e-service quality variables are influenced by customer 

loyalty and the remaining 39% is influenced or explained by other variables not 

included in this study. Partially, customer relationship management has an effect 

of 0.524 which means 52.4% and e-service quality has an effect of 0.581 which 

means 58.1%. 

 

Keywords : Customer Relationship Management, E-Service Quality, Customer 

Loyalty 
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